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Tesm: Retall Customer Service, Sales & Matketing
Subteam: Customer Secvice Walk-in
Initiative Name: BSG-Close (5) Walk-in Centers
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Team: Retall Customer Service, Sales & Marketing

Prepared By:V. Anthony, B. Vagenas, P. B?lﬁ

Subteam:Customer Service Walk In

Date Prepared: 8/16/2000

Conceptual Design Area:Walk-in Offices

At the present time, all Bay State Gas Walk-in centers are responsible to complete a variety of
back office work that must be redirected at the time of the closing. Phase III teams will be responsible for
determining how this work will be redistributed.

Massachusetts

1) Follow up on Commercial applications and deposit payment

2) Address corrections received from the Post Office

3) Process returned mail

4) Update accounts with Protected Status as documentation is received.

5) Maintain files of documentation to update account as protected status expires.

6) Billing adjustments to comrect billing when customer has received F/A and has not received the benefit
of being billed on the Low-Income rate.

7) Schedule and assign collection work orders

8) Feedback collection work orders

9) Backup switchboard operator

10) Process Form A for Rental and Sale of Water Heater equipment

11) Correspondence mailed directly to the Walk-in Center and CMS mail

Maine
In addition to the above items, Maine also has responsibility for the following items.
1) Assign meter reader’s work (upload in the AM and download in the PM)

2) Process billing adjustments when meter test results fall outside of the parameters allowed
3) Prepare “Occupancy Verification” package used during winter moratorium

New Hampshire
In addition to the items listed under MA, New Hampshire also has the responsibility of the following item.

1) Permanent Letters of Authorization for property owner meter transfers.



Project Compass- CONFIDENTIALProiComp-Ver3-walkin.xis

i PROJECT COMPASS: WALK-IN STRATEGY .
* Scenario 4& 5: Complete Elim of KY & BSG; 50% staffing in Nipsco or Gary & Hammond only
Kentucky Nipsco Bay State Total
Staffing Impact:
Current FTE Dedicated to Wailkin 4 B0 195 58.50
FTE's Remaining in local offices 17.0 - 17.00
Net FTE Change 4 18 185 .
Transfer to other departments 15.0 - 15.00
;Less: Employees reassigned o Relief Pool - 00 . o
Seversd 4 5 o .
Recurring Savings:
otal Walkin Salary {125,000) (1,561,480) § (625374) $ (2,311,834
Less Salary remaining in Walkin 740,620 $ 740,620
Less Salary reassigned o Relief Pool - - .
Net Salary Savings (125,000) (820,840) § (625,374) § (1,571,214)
Make-up of Salary Savings:
Salary reassigned to other Departments - (852,260) (652,260)
'Salary related to severed employses (125,000) § (168,580) (625,374) 954
Total Salary Savings (126,000) (820,840) $ (625,374) § (1,671,214)
Other Expenses - (88,050) (13,250) (101,300)
Subtotal Direct (125,000) (908,890) (638,624) (1,672,514)
(53,750) (352,961) (249,238) (655,050)
Total Payroll & Expenses Saved (178,750) (1,261,851) § (887,862) $ (2,328,464)
Recurring O&M Costs:
Change in Remittance Processing 32,124 124,106 37,158 193,388
KIOSk Maintenance fees 8,750 27,000 33,750 67,500
KIOSK/Phone service 1,200 4,800 __4,800 10.800
Total Recurring Costs: 40,074 155906 $ 75,700 § 271,688
Start-up Costs (O&M & Capital):
Severence 58,750 79,233 283,926 431,908
Payment KIOSK Machines 45,000 180,000 225,000 450,000
Customer communications 25,000 150,000 100,000 275,000
‘Community Communications 6,000 20,000 20,000 45,000
Facilities/Security Changes 10,000 10,000
Purchase of Additional Drop boxes 5,000 20,000 20,000 45,000
Total Startup Costs: 138,750 449,233 668,926 1,256,908
Year 1 Net Impact 74 (656,713) (143,228) (799,867)|
Recurring Impact (138,676) (1,105,945) (812,163) (2,066,7785)|
8/11/004:50 PM
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BAY STATE: Local Offices
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Walkin Budget w/o
Staff#  Salary Total Salary Swichboard Overtime  Staff counts  Backroom Labor
Totals:
Cust Relations Reps - full-time 1175 $ 1593 $ 389,376 579,624 $ 45,750 11.75 $54,538
Cashier - FTE 475 $ 1328 $ 131,248 4.75
Switchboard/backroom- full-time 2 1311 § 54,538
Supervision 18 59000 $ 59,000 1.00
17.50
195
Materials & Supplies 8,000
Outside Services .
Employee Expenses 5,250
Misc & Other -
Subtotal 638,624
Plus Overhead @ 43% 249,238
Total Plus Overhead 887,862 $ 45,750
Cost/Customer 2.78
6.69

Cost/Walkin Transaction




Ibay state breakdown

in - A
Cust Relations Reps - full-time (3 @ 35.5k)
Cashier - full-time (1 @ $31K)
‘ Swchboard/backroom- full-time (1 @ $27K)
Overtime

Supervisor- 1/2 allocation w Collections

Cust Relations Reps - full-time (3 @ 35.5k)
Cashier - full-time (1 @ $31K)
Switchboard/backroom- full-time (1 @ $27K)
Overtime

Supervisor- 1/2 allocation w Collections

L .
Cust Relations Reps - full-time (4 @ 34.5k)
Cashier/Switchboard - full-time (1 @ $27K)
Overtime

Supervisor- 1/2 allocation w Collections

Walkin Labor - Portsmouth NH
Cust Relations Reps - full-time (2 @ 28k)
Cashier - full-time (1/2 @ $24K)
Overtime

inL i
Cust Relations Reps - full-time (2 @ 28k)
Cashier - full-time (1/2 @ $24K)
Overtime

0.5

0.75

1.75

[T R R

“ &

17.09
14.98
13.11

59,000

15.00
11.45
1311

59,000

16.59
13.38

59,000

15.00

14.04
12.04

$
$
$

$
$
$

$
$
$

$

106,641.60
31,158.40
27,268.80

17,000

28,500

83,600.00
23,816.00
27.,268.80

15,000

138,028.80
27,830.40
13,000

28,500
23,400.00
150

51,105.60
25,043.20
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NIPSCO LOCAL OFFICES -
Siaff # Salary Total Salary Local Offices Budge! Owverlime  Non-Lecal Officedievised Local Cffices
Local Officas 1,985,056 T.764 431,360 1.553,696
CS5Rs - fulk-time 35 43,136 1,552,806
Sr C5Rs - full-time 4 42,800 170,000
CS5Rs - part-ime - 262 160
Team Leaders 4 46,780 187,160
Group Leader 1 75,000 75,000
Service Agency (Billing) -
45
Average Salary Dala
Avg CSR & Sr. C5R Hourly Wage 43,072
Maferals & Supplies 10,800 10,804
Dutside Sarvices
Empioyes Expanses 165,300 165,300
Misc & Other -
Subiotal 2168920 1,737 560
Flus Cverhead @ 43% B853,574 B58.0849
Total Plus Overhaad 3.022.492 7764 431,360 2405 649
Cost/Customar 2.78 2,22
CostWalkin Transaction 4.34 3.45

D.T.E. 05-27
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NIPSCO RIGHT SIZE SCENARIOS
Scenario 2  Scenario 3 Scenario 4

345,088

2,160

33,060

380,308

148,388

528,606

0.49

1.73

647,040

93,580  (168,580)

5,400

82,650

828,670

318,467

1,147,137

1.08

6.44
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CHANGE IN REMITTANCE PROCESSING DUE TO LOCAL OFFICE CLOSING Pa ge 20 of 22

CURRENT STATE | Complete Efimination Jﬁpun—ﬂgﬁlllﬂ AR X Mipsco- ight sizn 53 & o4
Walumies % Sftrans Extended Volumes % $frans Extended Wolumes % Sdrans  Extended Volumes % Sitrans Extended
o
Mailing § 0,086 1ER.TTS 25%. & 0085 § T4431 (5 &7.810 Wh 5 0085 5 6772 101,655 5% % 0pas % BG5S
Aguncy Faymants $ D55 407 461 BI% § 055 £ 41035 67 810 10% § 056 § a3rast 135,820 0% § 055 § T4, 70
Dirnet Pary § 0030
et Ted £ 08T
Wdalk-ir 230 Sa4 A5% A48 £ 9142 884
Binve up 182812 % 346 §  BIZOTT 35,535 454 3 - 168,775 5% 3 -
Chapss tony 1EL 745 2d% 48 5 ETLOEB 101,865 8% 2150 % 15280 237 Bas oL 2150 % 15853 271840 0% o450 % 40748
Misc Waliin -1 T EL 145 § 57,640
585,772 § 2,405,649 73,104 3 283814 &73,101 § TATTe 878,104 [3 124,108
3 {2,151 E35) 512,324,874 3 (2297 5404)
Slale
Maikrg 5 0.Dag 263N 0% 3 0cas % 2242 | % 26.A71 25% § O0Bs % 2242 1% . 5% % D088 s 2,34
Agency Paymars 3 051 63,260 8% 5 051 % W4 | 5 83260 B% § 05% ¥ 31544 | 8 83280 6% 3 061 % 32,544
Drruct Pay § ao7
WhebuTad § oo
Wialk-in 105,484 7o B&S 5 TO5.460
v % B8E 5 E
Deposilory D% LEG 5 . 1540 15% 015 § 23731 § 15,823 15% D15 3 2373 | % 16833 15% 015 % 2373
Misc Wasin _Ban 1% 660 3 162093 |
13Z,768 5  BET.AEZ e 484 5 T 59 105484 $ aTA5% 105 484 L LR L]
3. (850,703 $ (450,703 L] [{=1 el
Entisc|
Mailing Rk 22,168 5% 5 011§ 2433 | § 22 163 5% 5 D11 % 2439 | 3 22 168 2% 5011 % 2438
Agency Paymanis § 051 63 204 8% ¥ 0851 § Zr3se | 8 53 30 B0%-§ 05 § 27358 | % 53304 8% E- 051 § 758
CHrect Pay 5 0025
WatdiTal 3 Qo7
Wailk-in 34,163 4% 144 & 78,258
[ 5 £ 144 % . - L - 5
Depoaitony 34,4 28% 144 5 489 13,301 15% [HRE Taxe |8 1300 15% 0ie % 2328 |§. 13304 15% 018 % 2,08
Misc Walkin . R F 28% T4l % 50708 |
127 3  17R.TEO BEET4 5 32124 BEET4 1 RF& BEETL 5 32124
3 (48828 5 (148 626} 3 {146 G246)
Agsumpliong Assumplions: Assumptions:

1) Mo CSR evallatlily it locations

2) Dupasil Boo mvad w increased capacsy,
processed hrough mallhouse

2y Telphanaiesk availabis o cuslomers o

sl phons canlars

4] Al payman: amangaments processed hough
standand optons VR and Call Carsar

5) Pos i verilied oy Sarvca Tech in Sald as
nomged. P (D expandad in Call Canter.

G) WA Cronreall waiver process resalved

Th May noad b lazior in &7 increasn io call cantar
iiumens

1) Mo C5R avalabilty in locatians, bul axlended
diveup hours. Remizancs valums mmatng

) Daposlt Box avnil w ncreased capacily
processad firough madhatse

d) Talphenaiioss available to customarns o

call phane centers

4] Al paymant arangemonis processad through
slendand coticns IVR, and Call Cenlor

5) Pos id venfisd by Servdco Tech in Neid as
neadar  Pos iD axpanded i Call Cordor

B} MA Cromweil walver procass rasoidd

T) Way need to tack in an inceass to cal cantar
and VR volumas

1} Wo CSR avmlabilty in lecadons, bul extendnd
driveup hours. Remittance volume mmains

2] Deposil Bax aval w intreassd capacity
processed Mrough malhouse

) Telphonaiiosk avnilasde o customarn o
call phona canters .

4} A¥ paymen! aTangements processed through
standard coticne (VR and Call Cenler

&) Fos id verified by Sorvios Tach in fisid as
negdad  Pos ID axpandad i Coll Coraer

) MA Crormwall waiver prooess rascivad

T} May mead io factor in an incresss jo cal canter
and VA volumas

Staffing Impact Staffing Impact: o Stafinglmpact:
— 1) compiets elimination of CSR staffing 1) complets slimination of CSR staffing for

2) Payments received in deposit boxes 2) average psyment pro through driveup Fort Wayne and South Bend OR 50% reduction

forwarded to lockbox for processing takes 2 minutes in all locations.

305,606 driveup volumes

2 fis required by location

2) average payment



Scenario 4 & 5§ : Complete Elim of KY & BSG; 50% staffi

PROJECT COMPASS: WALK-IN STRATEGY
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Kentucky Nipsco Bay State Total
Staffing Impact:
Current FTE Dedicated to Walkin 4 35.0 195 58.50
FTE's Remaining in local offices 17.0 - 17.00
Net FTE Change 4 18 195 41.5|
Transfer to other departments - 15.0 1500
Less: Employees reassigned to Relief Pool - 0.0 . »
Employses Seversd . 3 198 25|
Recurring Savings:
Total Walkin Salary (125,000) $ (1,561,480) § (625,374) (2,311,834)
Less Salary remaining in Wakin $ 740,620 740,620
Less Salary reassigned to Relief Pool ) . i
Net Salary Savings (125,000) § (820,840) § (625,374) (1.571,214)|
Make-up of Salary Savings:
Salary reassigned to other Departments - (652,260) (652,260)|
Salary related to severed employees (125,000) § (168,580) (625,374) {918,854
Total Salary Savings (128,000) $ (820,840) § (625,374) (1,671,214)
Other Expenses . (88,050) (13,250) (101,300)
Subtotal Drect (125,000) (908,890) (638,624) (1,672,514)
Overheads (83.750) (@62961) _(249239) (655,950)
Total Payroll & Expenses Saved $ (178,750) § (1,261,851) § (887,862) (2,328,464)
Recurring O&M Costs:
Change in Remittance Processing 32,124 124,108 37,150 193,388
KIOSk Maintenance f@es 6,750 27,000 33,750 67,500
KIOSK/Phone service _1,200 4,800 4,800 10,800
Total Recurring Costs: 40,074 $ 155,906 §$ 75,709 271,688
Start-up Costs (O&M & Capital):
Seversnce 58,750 79,233 283,826 431,008
Payment KIOSK Machines 45,000 180,000 225,000 450,000
Customer communications 25,000 160,000 100,000 276,000
Community Communications 5,000 20,000 20,000 45,000
Faciities/Security Changes 10.000 10,000
Purchase of Additional Drop boxes 5,000 20,000 20,000 45000
Total Startup Costs: 138,750 449,233 668,926 1,256,908
Year 1 Net Impact 74 (656,713) (143,228) (799,867)
Recurring Impact i (138,676) (1,105,945) (812,153) (2,056,775)
L

8/11/004:50 PM
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Team: Customer
Service
Area:Walk-In -Close
BayState, Cky, 3

Project Compass

Culture

-Customer service focus - Industry/business knowledge
- Individual empowerment/accountability - Quality assurance

- Teamwork/Mexibility

- Problem solving (connectivity & support)

Business Capability Blueprint “Lite”

- Leaming organization (competency models)

D.T.E. 05-27
Attachment USWA-2-2 (a)
Page 22 of 22

| |

Performance
- Financial
- Efficiency
(costsAransaction)
- Budget management
- Customer Satisfaction
Performance Levels
- Achievement of regulatory
measures/benchmarks
- Community relations (media
metrics)

Nipsco, right size (Gar 'y “X
2 '
Organization
- Close 5 Bay State; 3NIPSCO;
Strategy 1 Cky | —
. - Alternative solutions: <€ Competency
- Identify and 3rd party agents - Community
impleme i 7 ey ’ )
plement cost Less expensive space (kiosks, J Facilities relation skills
effective way of | grocen) €
processing Drop-off boxes & Layout -Strong customer
¢ Community agency partnerships - Elimination of service skills
customer - Increase Community Relation company floor space -probl Wi
. . / y P problem solving
transactions while representation (occupy space within skills
minimizing community centers)
community/custo ¢ -Mtlfr_ﬁcation tg’secuge.
mer impact. walk in area. Close driv |
Process
- Bill payment; Credit & Collections; application’for service’; connect/disconnect;
some 24/7 service; marketing materials in targeted outlets; distribution of other
company information
-identify regulatory issues and requirements
-community relations strategy
<—>»| Application ,
A - CIS/DIS .
- Cash processing (Treasury & -PC’s
Finance) -Telephones
Wb L__-Lock Boxes
Delivery Vehicle
- 3rd party (expand First Data)
- Technology solutions (kiosks, internet access, LAN connectivity)
-"Ambassador” in Walk in for assistance
Comments: T

Proprietary and Confidential






